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Introduction

Q. Please state your name and business address.

A. My name is David Fiedler and my business address is 4533 West Roscoe Street,
Chicago, Illinois 60641.

Q. What is your current position?

A. I am an Area Manager for the Network Services business unit of Ameritech
Illinois. My responsibilities include overall supervision of instailation and repair work in
the Chicago North region, inciuding the work of 310 technicians and 20 managers.

Q. Please describe your professional background.

A, I have worked for Ameritech lllinois for 32 years in a variety of positions relating
to repair and installation. I first worked for 18 years as an installation and repair
technician, for five years as a repair supervisor, for three years as manager of a center
monitoring repair workload distribution, for two years as manager of a center monitoring
the physical location of company plant, and for approximately three and one-half years as
an operations manager. | have held my current position for the last several months.

Q. What is the purpose of your testimony?

A. My testimony will address Ameritech Illinois’ repair history for Mr. Bertelle’s
telephone service at 2025 W. Grand Avenue in Chicago, Account No. 312-226-8885,
because it is my understanding that the Hearing Examiner expressed interest in the repair
history during Mr. Bertelle’s testimony. I also will discuss the general procedures
Ameritech Illinois repair technicians should follow when making service calls.

Q. What general steps have you taken to prepare to testify here?

A, I have reviewed Ameritech Illinois’ trouble history for Mr. Bertelle’s account. 1
also have visited the exterior of his building.




Ameritech 1llinois Trouble History

Q. Please look at Attachment A. Can you identify this document?

A. Attachment A is a printout from the Ameritech Illinois computer system
providing the troubie history for Account No. 312-226-8885.

Q. As a general matter, what sort of information does a trouble history like this
contain?
A. It contains chronological notations regarding the actions of the company to

address any repair issues reported for a particular account, including whether a technician
was sent to the customer’s premises and whether the company had been able to ascertain
the cause of the reported problem. Much of the information in the trouble history is
presented in a form of code or shorthand.

Q. Is this document kept in the regular course of Ameritech Iilinois’ business?
A. Yes.
Q. In the regular course of Ameritech Illinois’ business, is the information in this

document recorded at or near the time that the information is collected?

A. Yes.

Q. Please look at Attachment B. Can you identify this document?

A. Attachment B is a translation and summary of some of the information provided
in Attachment A. [t lists various repair incidents for the account by date, identifies the
problem reported, and describes the resolution of the problem.

Q. Who prepared Attachment B?
A. Juan Muniz, a field manager in the 31st Street garage in Chicago, prepared the

summary at my request. I also have compared the repair history to the summary to
confirm its accuracy and had some revisions made to the summary.

Q. What do the trouble history and summary show?




A. Among other things, the history contains at least seven notations that technicians
could not obtain access to the customer’s premises: October 8 and 9, 1998; December 1
and 4, 1998; January 21, 1999; and June 10 and 18, 2000. The history also contains three
notations in December 1998 that the customer had reported a problem but refused to
make arrangements for access: December 3, 4, and 17. The history also shows that the
service frequently tested as functioning properly to the Network Interface Device (or
“NID™).

Q. Where is the NID at Mr. Bertelle’s building?

A, The NID is attached to the back of the building on the alley side, near the garage
door.

Ameritech Tllinois Repair Procedures

Q. Are you familiar with the general procedures Ameritech Illinois repair technicians
should follow in attempting to obtain access to the premises of a residential customer
during a service call?

A. Yes, I am. Under the current procedure, if the technician has a cellular telephone
available and the technician is provided with a contact number for the customer, the
technician should call that number to advise the customer that he or she is en route to the
customer’s premises. Once at the premises, if the technician determines that access to the
premises is necessary, procedures require the technician first to ring the doorbell or knock
on the front door of the building. If there is no answer, the technician should leave a card
at the premises indicating that he or she had visited when no one was home, describing
any actions taken, and asking the customer to reschedule the service call if necessary.
Technicians were provided with cellular telephones in late 1998 so that, prior to that time,
they would not have attempted to contact the customer in advance of visiting the
premises.

Q. Does Ameritech Illinois take steps to determine whether technicians are property
reporting lack of access for a service call?

A. Yes, it does. The company measures how many times a technician closes out a
service call by reporting lack of access. If a technician reports a high number of “no
access” visits, we would contact some of the customers to ascertain whether the “no
access” report was accurate.

Q. Does this conclude your testimony?

A. Yes, it does.
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DLETH EC 111 TN 312 2248985 DFA 0 LD 01-01-69 HD 09-21-00 FRTR M03Z

i.N  BEHRTELLE, DONALD L
SA 2025 W GRAND AV
LoC FLR 2

C——HIGT~~-
NO REFORT S CLEARED CLOSED TST REM SWHE RSL T D £

1 046-09-00 10374 2 04—-19-06 700F 04-70-00 7Z9A 0 106 9] 0 100 1311 311
LN - BERTELLE, DONALD L CAT 1

01 DTR=0&=09-00 10374 COM=04-10-00 1000A RSA=99H 0/85=Y EXC=N
CALLED-NO= - - CATEGORY=1 VER=41 (CVER=

NAf NDY DPO NIXD CHK

NAR A B 3122019885

02 DNT=04--09-00 10374 EL=998 ST=FSM RTE=00000086 WF=NWFP RSl.=41

HARK SAMZORE

93 DNT=0&4-09-00 16374 EL=29Y &§T=PSH RTE=00000X9Y WF=NWF RSL=41
NAR SAMZO00 804AVALIC4»22.23T100-299,400-499,4600-4H05E32

24 DNT=04-09-00 1047A EL=29% ST=FD0 RTE=000060320 WP=SCR RBL=1U5
NAR SAMZ000 OFN OUT 00S

D% DNT=06-16-00 Ss4&6A E0=250 ST=BEDO RYE=0994¢119% WF=NWF RSL=
NAR LOC3240 OFN OUT 00S

96 DNT=04-10-60 71854 EC=24% ST=BDO RYE=09940322 WF=NWF RSL=
NAR LOC32560 OFN OUT 005

@7 DNT=06-10--00 7514 EU=32Z ST=DD0 RYE=0994¢322 WF=NWHP RSL=
NAR E&648990

@8 DNY=06~10-00 F00A ECO=322 ST=0P0 RYE=09940322 WF=D0 RSl =
NAR E&48990

D9 DNV=04-10--00 730A EC=322 S7T=DF0O RYE=09940322 WP=RR RSL=
NAR E&489%0 PREMISES VISIT TIME

(10 DNY=06-10-00 7548 EL=3Z2Z ST=NAS RTE=Q000003Z0 WF=NWF REL=
NAR E448920 NO ACCESS CALLED CBR MUMEER NA DIALTQONE GOOD NID

11 DTR=046-13-00 10%0A COM=04H-18-00 1200F RSA=14646 0/48=Y EXC=N
CALLED~NO= - - . CATEGORY=1 VER=LU CVER=
HAR NDT £XCAS REQ DISF DPO CHE RPYD BY MR BERYELLE ORDER CQHUZSI0Z780 DD 2000684
NAR & ICAS98
NAaR A 0500A B 3122014445

i2 DNT=06-13-00 10524 EC=?31 3ST=FDO0 RTE=000003Z0 WF=SCR RS5L=108
NAR S5MEHP LUST KER DYXSFATOH 0ODS

13 DTR=06-13-00 1056A COM=04-18-00 1200F KSA=254 0/5=Y EXC=M
CALLED-N{= - - CATEGORY=1 VER=LU CVER=
NAR NDT $ICAS ADD INFO KNCH LDLY NDS FRMN DISE RPTD BY MR BERTELLE ELDG-NDS CR
NAR TD SUE HL 60 FPRESDTL JF NHT RPR ICAS?Y
NAR A 0&00A E 3122018835

14 DNT=04-18-90 7504 EC=267 ST=BED0 RTE=209%940820 WE=NWF RSl.=
NMaR LOC32467 CUST RER DISFATCH 005

15 DNY=04-18-90 83I9A EC=247 ST=FD0 RTE=86006320 WP=NWFP RSi.=
Nak LOC3247 CUST RER DISFATCH 00S

16 DNY=06&6-18-00 83¥A EC=2467 ST=BD0 RTE=09940127 WF=NWF RSL.
NAR LOC32Z467 CUST REQ DISFATCH DOS -

17 DNT=0&6-18-00 1043464 EC=127 ST=DDD RTYE=09940127 WF=NWF RSL=
NAR H&40Z4594

18 DNT=0&-18-80 1115A ELC=127 ST=DF0 RTYE=09940127 WP=DO RS =
NAR H&0Z4354

19 DNT=04-18-06 113604 EC=17 ST=DF0 RTE=Q9940127 WE=RkR RSL.=
MNAR H&0Z2454 PREMISES VISIT TIME

20 DNT=06-18-06 1215F E(L=127 ST=NAS RTE=00000320 WP=NWF RSl.=
xxx CONTINUED ONWN NEXT FAGE xxx
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NAR H&02454 NO ACCESS GD TO YHE CAC

21 DNT=06-19-00 S17F EC=231 ST=FD0 RKTE=00000320 WF=SCR RSL=
NAK LOC3231

22 DNT=06-19-00 517F EC=231 ST=0DD0 RTE=099401046 MWF=NWF RSL=
Naf L.0C3231

23 DNT=06-19-00 3S30F EC=1046 ST=DF0 RTE=09940104 WF=DD RSL=
NAR D728954

24 DNY=06-19-00 54%F EC=106 ST=DF0 RTE=099401046 WP=RR RSL.=
NAR D728934 PREMISES VISIT TIME

235 DNT=06-19-00 708F EU=106 ST=CCA RTE=QO00010&4& HWP=CRO RSl=
NAR D728954

L& DNT=04--19-00 700F El=10&4 ST=CLD RTE=000001046 WF=NWP RSL=
NAR D728954 REFAIRED IMW TRELE

2 01-20-99 11474 22 01-23-99 10ZF 21-23-99 108F 931 584 0 108 101 1311 311
LN - BERTELLE> DOMALD L CAT 1

01 DTR=Q1-20--99 1147A CUM=01-21-99 700F RSA=999 0/78=Y EXC=N
CALLED-NOD= - - CATEGORY=1 VER=31 C(CVER=

NAR ARIS NDY AP

NAR A E 3122010885

O DNT=@1-20-99 11474 (=999 ST=FEM  RTE=QOH00000 WF=NWF RSL=311
NaR ARISFROD

23 DNT=01-20-99 1147A EC=I79 ST=FIH RTE=00000299 WFP=NWF RSL=31
NAR ARISFROD BOAANRNDO REGULAR RULE FOUND

04 DNT=01-20--99 1151A EC=714 ST=FD0 RYE=00000320 WF=TST RSL=108
NAR SSMS59 DFCH RES ARIS SHORT 1-10K 00S

03 ONT=01-21-99 4394 EC=312 ST=BDD RTE=09940100 WP=NWF RS&l.=
NAR LOC3312 DFCH RES ARIS SHORT 1-16K DOS

g6 DNT=01-21-929 4454 EC=100 ST=0D0 RYE=0(69940100 WF=NWF RSL=
NAR 940100

97 DNT=01-21-99 700A EL=230 ST=DF0 RTYE=09940100 WP=DO RS|.=
NAR LOC3230

Q8 DNT=01-21-99 81HA EC=100 ST=NAS RTE=00000344 WP=NWF RSL=
NAR LOC3230 NALL TREL TOWARD AFT

09 DTR=0Q1-23-99 8124 U0M=01-23-99 1206F RSA=724 0/5=Y EXC=N
CALLED-NO= - - CATEGORY=1 VER=NV CVER=
NAR ARIS CBRC CRA REQ DISP YACCI11A-1230F ONLY I HNK HRD METL DOOR/DISFUTES CPE TR
NAR L/AF LCS17Z24
NAaR A 1100A B ACC TITL 1230FP/KNK OHH0000000

19 DNT=01-23-99 814A EC=931 ST=FDO0 RTE=00000320 WF=T5T RS5L=108
NAR S8M5? ARIS CUST RER DISFATCH 008

11 DTR=01-3%3-99 1040A COM=01-23-99 700F RSA=5H5% 8/8=Y EXL=N
CALLED-NO= - - CATEGORY=6 VER=NV CVER=
NAKR ARIS CBEL CRA REQ DISH /ACCI11A-31230F ONLYSKNK HRD METL DOOR/DISFPUTES CFE TR
NAR L/AF LOC3556
NAK A 1100A B AL TTL 1230FP/KNK 200000000

12 DNT=01-23-99 1153A EC=584 3ST=DF0 RTE=099406584 WF=DO RSL=
NAR 740584

13 DNT=01-23-99 10ZF EC=584 ST=CCA RYE=00000584 WP=CRO RSl.=
NAR 240584

14 DNT=01-23-99 10Z2F EC=584 ST=CLO RYE=00000584_  WP=NWF RSl=
NAR 940584 REMVED DEFCTVE I,.WCONNCTD TOD SUE‘S LNTOK

xxx CONTINUED ON NEXY FPABE xxx
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- 3 12-20-98  400F 0 12-28-98 200A 1IZ-28-98 10194 0 130 9] 6 102 1321 311
LN - BERTELLE, DONALD L CAT 4

01 DTR=12-20~-98 4060F (COM=12-28-98 10004 REA=GEHS O/5=Y EXC=N
CALLED~-NDO= - - CATEGORY=4 VER= 0 CVER=

NAR NDYT CRA CBC PHONE RINGS ONCE THEN NDY
NAR A 0800A E 1000A EXEC AFFEALS

02 DNT=12-20-98 400F EC=5355 ST=PSM RTE=00000000 WP=NWP RSl=
NAR LOC3556

03 DNT=12-21~98 453F ECL=299 ST=PSH RYE=Q0000299 WP=NWP RSL= 0
NAR LOC3556 SO4AHCONDS  E32N

04 DNT=12-21-98 453F EC=299 ST=PDO RYE=00HHOIZO WP=GCR RSL=108
NMAR LOC3556é RES 00S

0% DNT=12-26-98 9044 EC=202 ST=BEDO RYE=09946G126 WP=NWPF RSL=
NAR LOC3202 RES 00S

0& DNYT=12-26-98 9074 EC=126 ST=DD0 RTE=09940126 WF=NWFP RSl.=
NAR 940124 |

07 DNT=12-24-99 900A EC=144 ST=DP0 RTE=099401746 MWF=DO  R&L=
NAR LFMC186

08 DNT=12-24-99 94%A E(=166 ST=RMR RTE=00000320 WP=NWP RSL=
NAR LFMC146 FUTURE-NO ONE HME #124

09 DNT=12-26-98 9454 EC=12& ST=PD0 KTYE=00000320 WF=NWP R&L=
NAR LFMC166 FUTURE-NO ONE HME #1246

10 DNT=12-26~98 1150F EC=953 ST=TST KTE=00000980 WP=NWF RSGL=
NAR RTESTS9 /INET RETEST OK VER o/

11 DNT=12-27-98 755A EC=222 ST=PD0  RTE=00000320 WF=NWP RGl=
NAR LOC3222 OVR _

12 DNT=12-28-98 7114 EC=312 S$T=PFJ RTE=09940130 WP=NWF RSL=
NAR 1.DC3312 OVR

13 DNY=12-28-98 757A EC=312 ST=0FJ RKYE=09940130 MWP=NWEF RGL=
NAR LOC3312

14 DNT=12-28-98 94%a EC=156 GT=ED0 RYE=09946130 WP=NWP FRGL=
NAR LFMC1S5é

15 DNT=12-28-98 9504 EC=15&4 ST=0D0 RTE=09940130 WE=NWF RSL=
NAR LFMC156

14 DNT=12-268-98 800A4 EC=130 ST=DP0 RTE=09940130 WP=D0  RSL=
NAR 940136

17 DNT=12-78-98 9004 EC=130 ST=CCA RTE=00000130 WP=CRO REL=
AR TADI30 —
18 DNT=12-28-98 900A EC=130 S5T=CLO RYE=00000130 WF=NWF R&L=
NAR 940130 ISOLATED TROUELE TOCFE

4 12-17-98 321F 1 12-17-98 SB1F 12-17-98 510F 930 @ $30 108 4066 704 400

LN - BERTELLE» DONALD L CaT 4

) DTR=1Z~-L7-98  H21F COM=1Z2-19-98 700 RSA=318) O/78=Y EXC=N
CALLED-NO= - - CATEGORY=4 VER= 0 CVER=

NAR CEL INTRMTNY JIC GETS 1./2 RNG THN DISC EXEL APPEALS PUT N REFORT FER MARE EV

NAR N THOUGHT TOK

Nak A 0300F B EXECD AFPEALS MARK 1726586395

02 DNT=12-17-98 321F EC=361 ST=PSM RTE=000000060 WF=NWF RSL=0

NAR LCS43461

GR DNT=12-17~-98 321F E{=299 ST=PSH RTE=0002029% WP=NWF RSi=6

NAR LCS43461 804AHCONOS E32N

D4 DNT=12-17-98 d21F EC=299 ST=FD0 RTE=00H00326 WP=5CR REL=1062

NAR LC543461 RES 0035

03 DNT=12-17-949 381PF EC=953 ST=TS57T RTE=000009820 HWP=NWP REl=

xxx CONTINUED ON NEXT FAGE xxx




DLETH EC 111 TN 312 Z2&848%5 brPra ©
NAR RTYESTSY /INET RETEST OK VEKR O/

06 DNT=12-17-98 352F EC=042 ST=FDO
NAK LOC4042 OVR /Y PER EXCUTV AFPLS
07 DYR=12-17-98 459F COM=12-18-98

RTE=006000320

700F RSA=335

CALLED~-ND= - - CATEGURY=1 VER=LU CVER=
Nak CEC CANCEL PER MARK EXED AFPLS  S5YS MR WONT MaKL
NAR RING GCO I.CS5A4335
NAR A Q0300F B EXEC AFFLS MARK
08 DNT=12-17-98 3S01F EC=%930 O§T=F5A RTE=00000981
Nai SSMT9
0% PNT=12-17-98 S01f EC=930 ST=CCA RTE=00000930
NAR S&5M5?

10 DNT=12-17-98 S01F EU=9230 ST=CLO RTE=00000930

NAR S8SMS9 CANCEL/OK FER SUEt 00S OFCTR

- am Mk v am aE  me = == an ma aa AN wa mm  mm  ma mm wm = = we e

S 11-30-98  JA54F 3 12-04-98  125F 12-14-98 10474

1.0 01-01-49 HD Q9-221-449

PRTR MG3I2

WF=NWF  RSL=
0/%=Y EXC=N

ARKGMNTS FOR ACC JC GTS HL

3172656395
WP=TST RSL=108
WF=CRY  RSL=000
WP=NWF  RSL.=000
0 327 0 0 107 708 &00

LN - EBERTELLEs DONALD L CaT 1
01 DYKR=11-30-98 3u4P COM=12-01-98 700F RSA=312 /8=y EXC=N
CALLED-NO= - - CATEGORY=1 VER=22 CVER=
NAR NOT CRA XCAS aP/al TEGT:=0.50K =890K HARD SHORT SHORT
NAR A O300F B 3122618885
02 DNY=11-30-98 JH54P EC=312 ST=PiH RTE=06000000 WF=RWF RSL=22
NAR LOC3312 g ‘
03 DNT=12-01-98 594 ECL=299 ST=FSH RTE=00000299 WF=NWF R&SL=22
NAR LOC3312 B04AHCONDS E32N
G4 DNT=1Z2-01-98 9594 EC=29% ST=PD0 RKRTE=000H0320 WF=8CR RSL=14¢
NAR 1.0C3312Z RES 00S
2% DNT=12-01--98 244F EC=119 ST=DP0O RYE=09940119 WP=DO RGL=
NAR 240119
26 DNT=12-01-928 323F EC0=119 ST=NAS RTE=00000119 HF=NWF RSL=

NAR 940119 MO ACCESS NA SUE AND AFT DT GD TO NID
OF DTR=12-03--98 44%F COM=12-04~-28 YObLP RSA=874
CALLED-NG= - - CATEGORY=1 VER=LU CVER=

NAR NDT REQR DISF SUB REFUSE TO GIVE ANY COMM TME

NAR LCS1874

NAR A Q000A E ACCN

08 DNT=12-03-98 450F EC=?31 S5T=FDs6 HKTE=06000320
NaR S8ME? FREV NO ACCESS NA SUE AND APT DT GD TO N
O DNT=12-04-98 756A EC=312 ST=BDO RTE=59940327
NAR LOC3312 FHREV NO ACCESS NA SUB AND AFPT DT G TOQ N

1@ DTR=12-01-98 400F COM=12-04-98 700F RSA=231
CaLliED-NO= - - CATEGORY=86 VER=NV CVER=
NAR NDT REQ DISF 5SUB REFUSE TO GIVE ANY COMM TME

NAR Lac3aza:

MAR A& 0O000CA B AECN

11 DTR=12-04-98 1233F COM=12-04-98 700F RGA=543
CALLED-NO= - - CATEGORY=1 VER=NV CVER=

NAR NDT RER DISF SUE REFUSE TO LGIVE ANY COMM TME

NAR LCS3563

NAR A 0000A B ACCN

12 DNT=12-04-98 1235F EC=327 ST=DD0 RTE=59940327
NAR 940327

13 DNT=12-04-98 100F EC=327 S5T=DF0 RTE=59940327
NAR 940327 ,

14 DNT=12-04-98 124F EC=327 ST=NAS RTE=00000327
xxx CONTINUED ON NEXT FAGE XXx

0/%5=Y EXC=N

31220168985
MF=NWF  RSL=

WF=NWF RSL=

0s5=Y EXO=N

3122618885
0/5=Y EXC=N

3122019885
WF=NWF  RSL=

WP=DO  RSL=

WP=HWF RSL=




DLETH EC 11% TN 312 2

268865

DPA 0@

NAK 94327 NO ACLESS N PREM LC/LMSG 3RDNA

15 DNT=12-04-98 125F
NAR LOC3222
16 DNT=12-04-98 125F

NAR LOC3222

- e wm e e e em  am am =

EC=327

EC=222

NA OVR 5 DAYS

ST=CCA RTE=00000222

ST=CL0 RTE=00000222

WF=CRO

WF=NWF

0 o

0s8=Y

WP =NWP
WP =NWP
WF=SCR

WP=NRP

6 11-36-98 3JH4F @ 12-01-98 9H3A 1Z-01-98 9?59A

LN - EERTELLEs DONALD L CAT 1

01 DYR=11-30--98 354P COM=12-01-94 700F RSA=439
CALLED~ND= - - CATEGORY=1 VER= = CVER=

NAR NDT ICAS AP/AC TEST!»=0.50K <=80H HAKD SHORY SHUORT

NAR A 0300F b 31220619885

02 DNT=11-30--98 354P EC=439 ST=PIM RTE=00000000

NAR ICAS%8

03 DNT=11-30--98 354F EC=299 §T=FSH RTYE=006000299

NAR ICAS98 804AHCONOS E3ZN

O4 DNT=11-30--98 J54P FEl=29% ST=PD0 RTE=000003Z0

NarR ICAS98 RES 00OS

05 DNT=12-01-98 9u3A EC=312 §T=CL0 RYE=0HD00320

NAR LOC3312 SHOULD BE CRA

7 11-03-98 10134
LN - BERTELLE:»

CALLED-NO=

9 11-03-9¢ 1014A 11-03-98 10184
DONALD L
@1 DTR=11-93-92 10134 COM=11-04~99
CATEGORY=5
NAR MXISE INFOR FUR DONNA XN R.T ASKING TO FLAG

CAT &

JO0F RSA=532
VER=17 CVER=
ACCY

NAR NSELE FOR EBILLING 4 CSE TRELE

0/5=N

S0 THAT SUE WILL

WP =NWF
WF=NWF
WF=SCR

WF'=NWF

0/5=N

0/5=N

WE =NWP
WF=NWF

WF =NWF

NAR A B CROR

02 DNT=11-03-98 10134 EC=532 ST=FSM RTE=00000000

NAR 183532

03 DNT=11-03-98 10144 EC=29% ST=FSH RTE=00000299

NAR L.CS3532 S04AHBOINFO ESZF1131IN

04 DNT=11-03-98 10144 EC=299 ST=CCA RTE=00000299

NAR LCS3532 TNFO GUN TO BUS OFC T.E.TRBL HYSTORY,PYC

05 DNT=11-03-98 1014A EC=299 ST=CL0 RTE=00000299

NAR 1.CS3532 JINFO GUN TO BUS OFL I.E.TREL HISTORY,PIC

8 11-03-98 100HA © 11-03-98 1008A 11-03-98 10094

LN - BERTELLE» DONALD L  CAT 6

01 DTK=11-03-98 1001A COM=11-04~-98 7QOF ROA=549
CALLED-NO= -~ ~ CATEGORY=6 VER=LU CVER=

02 DTR=11-03-98 1008A COM=11-04-98 70DF RGA=549
CALLED-NO= - - CATEGORY=6 VER=LU CVER=

NAR MISC MISC

NAR A 2 A E

03 DNT=11-03-98 1001A EC=549 &T=FSM RTE=00000000

04 DNT=11-03-98 1008A EC=549 ST=FSH RTE=00000000

NAR L.LCS3549 LCS3SA9

05 DNT=11-03-98 1001A EC=299 ST=FSH RTE=00000299

06 DNT=11-03-98 10084 EC=299 SGT=PSH RYE=00000299

NAR 1.C53549% SO4AHBUINFOLLCS3549

xx¥ CINTINUED ON NEXY

PAGE xxx

BSO4ARBUINFO E92F1131N

WE = NHP

RSL =

RSL=

¢

EXC=Y

RSL=108

RSL=108

0
EXC=N

NOT E

RSL=17
RSL=17
RSL=208

RSL=92068

@ (&)
EXC=N

EXC=N

RSL=LU
R&L=l_U

RSL=LU
RSL.=L.L
E92F1131N

360 1131

I.D 01-01-49 HO 89-21-60 PRTR MO3

_— am  em e M = ma o e me e ar = e ww mm = = e wm mm ms em  mm e

Q0 00 1131 191

RESF

191
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£ _ _ : _ Attachment B

: CUSTOMER NAME: Donald L. Bertelle
* ADDRESS: 2025 W. Grand Ave.,
. Chicago IL. 60612
f“ TELEPHONE NUMBER: 312 226-8885
BACKGROUND OF COMPLAINT:

Mr. Bentelle complaint is directed to an improper installation of his telephone line and
believes that we are unreasonable on his requests, stating a refusal to repair service.

FINDINGS:

¢ October 20, 1995, a no dial tone trouble report was created and corrected the same
day with a narrative of a wet terminal.

» October 6, 1998, trouble reported tested twice dispatched out on the 8% closed as no
access same day. '

» October 9, 1998. line was reported as out of service, it was dispatched the same day,
closed as good to NID. subscriber not present. left card.

e October 3, 1998. there is some documentation asking to flag account so that. the
subscriber will not be responsible for billing as a resuit of the case of trouble.

O, o November 30, [998. case of trouble reported as NDT no documentation

¢ December 1. 1998 reported as OOS cleared the same day as no_ageess good to NID.

e December 3, 1998. reported as NDT requested dispatch subscriber refilse to give any
Commitment time. documentation reflects previous ng_access to apartment good to
NID.

e December 4. 1998. customer called with a no dial tone problem requested dispatch

and refused to give anv commitment time documentation reflects no access over five
davs. T

¢ December 17, 1998. reported as CBC intermittent [C gets ¥ ring then disconnects.
Reported by the Executive Appeals ( Mark ) the same day was canceiled by Mark
Stating that customer did not want to make arrangements for access. ok per
© subscriber.

o December 20.1998. trouble reported by Executive Appeals as NDT, CBC. phone
rings once then no dial tone.

e December 26, 1998. reported as OOS closed as future job no_ one home

L e December 28. 1998. same case of trouble from December 26", dispatch out@; lated
trouble 1o CPE.> -
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January 20, 1999, telephone reported as NDT (no dial tone).
January 21, 1999, telephone was cleared as no access trouble towards the apartment.

January 23, 1999 reported again as cannot be called, customer requested to knock on
hard metal door and is disputing CPE (customer provided equipment) trouble. This
case was closed as removed defective IW connected to subscriber’s line, test ok.

June 9, 2000, trouble reported as NDT (no dial tone). Test shown open out,
dispatched and closed as no access. Tech called CBR (can be reached) number and
shows dial tone good to NID.

June 13, 2000, trouble reported as NDT, requested dispatch, knock loudly, needs
foreman. Reported by customer, Mr. Bertelle, subscriber will go presidential if not
reported. Same case on June 18", customer requests dispatch. Technician 127 went
to premises. No access. Line tested good to NID (also known as CAC).

June 19, 2000, technician went to premises. Repaired trouble with IW.
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